A Study on Online Travel E-service Quality Evaluation and Improvement by 赖玲玲
 
 
学校编码：10384                                  分类号     密级      




硕  士  学  位  论  文 
 
在线旅游电子服务质量评价及改进研究 
A Study on Online Travel E-service Quality  




指导教师姓名： 彭丽芳    教授 
专 业 名 称 ： 管理科学与工程 
论文提交日期： 2011  年  4  月 
论文答辩时间： 2011  年     月 
学位授予日期： 2011  年     月 
 
答辩委员会主席：           
评    阅    人：           
 






















另外，该学位论文为（                            ）课题（组）
的研究成果，获得（               ）课题（组）经费或实验室的



































（     ）1.经厦门大学保密委员会审查核定的保密学位论文，
于   年  月  日解密，解密后适用上述授权。 







                             声明人（签名）： 













摘  要 
I 
 














































In the environment of e-commerce and informationization, the development of 
online travel industry has reached a certain scale, the competition among online travel 
service providers becomes fiercer and fiercer, and e-service quality of online travel 
service providers becomes the key factor to business development. Online travel 
service providers want to understand e-service quanlity requirements of consumers, so 
as to improve their e-service quality continuously. How to evaluate and improve 
online travel e-service quality becomes the important issue, however, the research of 
online travel e-service quality is sparse in domestic. Therefore, this study takes a 
deeply research on the online travel e-service quality evaluation and improvement. 
This paper mainly includes the following four aspects. Firstly, based on the 
review of theories and literatures, this study proposes the online travel e-service 
quality attributes model, and obtains the key e-service quality attributes through the 
first phase investigation. Secondly, through the second phase investigation, it 
completes the reliability and validity analysis of the online travel e-service quality 
attributes and metric factors, and then gets online travel e-service quality evaluation 
dimensions. Thirdly, this paper determines the online travel e-service quality 
evaluation index system and the weight coefficient of each index, constructs the fuzzy 
comprehensive evaluation model based on the factor analysis method. It also applies 
the evaluation model to evaluate the e-service quality of eLong and Mango, so as to 
reflect the practical significance of this model. Fourthly, this paper pulls in quality 
function deployment theory, constructs the online travel e-service quality 
improvement model. It utilizes this model to define the improvement level and order 
of e-service quality features, and obtains the optimal solution. Then, this paper set a 
numerical example to test the effectiveness of this model. 
The results show that the online travel e-service quality includes six key 
attributes, four dementiosns and twenty two envaluation indexes. The fuzzy 
comprehensive evaluation model based on the factor analysis method provides an 
effective e-service quality evaluation tool for online travel service providers. The 
quality improvement model base on QFD provides the e-service quality improvement 
program for online travel service providers. 
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部分[1]。据统计，2010 年上半年中国服务业占 GDP（Gross Domestic Product，国
内生产总值）比重上升至 42.6%，全球服务业占 GDP 比重平均达到 60%以上，





























































































空自建网站等 B2C（Business To Consumer，企业对消费者）模式的旅游服务提
供商。中国在线旅游服务产业链如图 1-1 所示。 
图 1-1：中国在线旅游服务产业链 
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